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Navy’s Senior Supply Corps LDO Says Goodbye
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Cutting the cake at a retirement luncheon held in honor of Captain Cris Toledo, are (I-r)
Rear Admiral Paul Soderberg, Supply Officer, U.S Atlantic Fleet, Mrs. Hazel Toledo,
Capt. Cris Toledo and FISC Norfolk Commanding Officer Capt. Bill Kowba.
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Captain Crispin Toledo, theNavy’s
senior LDO Supply Corpsofficer ends
adistinguished career in Norfolk, Va.
Heofficially retires on September 1,
2002.

Hebegan hisjourney 38 yearsago
whenheenlistedintheU.S. Navy asa
steward from the Philippines. He sub-
sequently becameadisbursing derk and
attained therank of petty officer first
class.

Hisenlisted duty stationsincluded
USSTulare (LKA 112); Naval Station,
Annapolis, Md.; Naval Air Station,
Imperia Beach, Cdlif.; Navy Regional
Finance Center, San Diego, Cadlif.;
AUTEC, Androsldand, Bahamas, and
USS Canopus (AS 34) and USSHol-
land (AS32) at Submarine Refit Site
ONEinHoly Loch, Scotland.

Captain Toledo was commissioned
anenggninApril 1977 throughtheLim-
ited Duty Officer Program. Upon
completion of the Supply CorpsBasic
QudlificationsCoursein Athens, Ga.in
November 1977, hewas assigned as
dataprocessing, disbursing and food
service officer on USS Samuel
Gompers (AD 37). In January 1980,
hewastransferred to Shore Intermedi-
ateMaintenanceActivity (SIMA), San
Diego, Cdif. Whileassigned at SIMA,
heinitially served asthe materia and
stock contral director, and subsequently
becametheassi stant supply officer.

From July 1983 to October 1985,
he served as Supply Officer of the
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Focus on customer needs to provide good service

By Capt. Bill K-owba
Commanding Officer, FISC Norfolk

Centerites,

Recently, | was asked to speak at
the NAV SUP Marketing Team Con-
ferencethat washeld herein Norfolk.
Thisteam consists of representatives
fromadl of theNAV SUPfied activities
and headquarters. They arecommitted
to developing viable marketing strate-
gies, defining customer relationships,
and addressing related mattersthat en-
sureweal maintain asolid customer

focus. They have helped bring asense
of structureand purposeto theway we
interface with the various commands
that cometo aFI SCfor goodsand ser-
vices

The Marketing Team drafted avery
insightful paper that stated that
NAV SUP' scoreserviceareasfall into
three categories. supply chain manage-
ment (example: fuel operations), inte-
grated support for thewarfighter (ex-
ample: LSC), and quality of service
support (example: household goods).
Theteam went on to identify our five
principal groups. operating units (ex-
ample: ships), hardware system com-
mands (example: NAVSEA), opera
tional commands (example: Second
Fleet), support commands (example:
NAVSTA Norfolk), and consumers
(example: individud salors).

AttheMarketing Team Conference,
fivedifferent speakersbriefed the* con-
cerns, needs, and wants’ of thethese
five customer segments. | talked about
support commands, agrouping that di-
rectly backsour operating forcesand
providesashore-based foundation that
makes possiblethelr effective deploy-
ment. The TY COM deffs, traningcom-

mands, theregional commander, local
bases, and other activitiesarein this
support element. | found theresearch
and preparation for the brief to be a
most beneficia experienceandtherea
sonfor writing thiscolumn. Dowere-
aly understand the customer’ sneeds,
wants, and concerns? Most of uscan
take apretty good guessat what their
prioritiesand hot buttons might be. But
doweredlly focusonthemin an effec-
tiveway?In developing my presenta-
tion, | collected input from stakehol d-
erslike SURFLANT, Naval Weapons
Station Yorktown, Public Works Cen-
ter Norfolk, and Afloat Training Group
Atlantic. Therewere somecommon
threads. Collectively, they want “ stuff
ontheshelves’ whenthey needit. They
arealso asking for dependable, reliable
supply processes and procedures.
There were other obvious inputs
from themthat | do not think we con-
sistently factor into our customer rela-
tionsmanagement. | want todiscussfive
pointsinthefollowing paragraphs. Fird,
itiseasy tofall intothetrap of telling
thecustomerswheat they need. Wemust
regularly ask themwhat they want. We
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Prepare now for possible destructive weather conditions

Inapreviousedi-
tion of the Supply
Chest, the various
conditions and cat-
egoriesof hurricanes
were outlined and
defined. Thefollow-
ing providespersond
hurricanepreparation
information:

* Begin hurricane preparationsnow by inventorying asur-
vivd kit and planning for possibleevacuation. Canned foods,
dried provisions, utend|s, can opener, bottled water, first aid
kit, flashlight and battery powered radio with extrabatter-
ies, deeping bags, blankets, pillows, infant needs, and hand
toolsshould al be part of your hurricanesurviva kit.

* Low lying coastal areas, such asHampton Roadsand
northeastern North Carolina, are particularly vulnerableto
thewrath and destruction of hurricanesand other severe
weather. Water and el ectricity may beoff for severa weeks.
Banks, stores, gas stations, medical facilities, etc. may also
be closed for an extended time. Preparing now to be self
sufficient inthe event of adisaster can help avoid problems
and minimizethedanger toyou, your family, and your prop-
erty.

* When ahurricanewatch isissued, monitor radio and
television reportsregularly. Tropical ssormsand hurricanes
changequickly. Themediaannouncespossbleshdters, iden-
tifieshigh-risk areasand promul gatesemergency phonenum-
bers.

Preparefor high winds

« If living inamobile home, check tie downs and take
refugein asafer place. Mobile homes should not be consid-
ered asaferefugein hurricaneforcewinds.

* Storeitemsindoorsthat can become airbornein the
strong windsand causeinjury and damageasdeadly missle
hazards (garbage cans, lawn furniture, garden equipment,
toys, etc.). Items too heavy to
move should betied down. Lower
antennas, brace garage doorsand
board up or closeshuttersonglass
doorsand windows.

* Movetrailered boats close
to the house and fill them with

water for added weight. Securetrailer by anchoringittothe
ground, tree or some other stationary object. If boatsarein
thewater, additional mooring linesand bumpers should be
added to minimize damagefrom storm surge.

* If you have been ordered to leave the area, do soim-
mediately. Whether goingto ashelter or evacuating theares,
ensureyour vehiclehasafull tank of gasand necessary maps
or make prior arrangementsto travel with someoneelse.
Protect important papers(driverslicenseor other identifica:
tion, cash, insurance papers, birth certificates, shot records,
Visas, property inventory, etc.) in Ziploc bagsand takethem
withyou. Remember medica dertinformation, prescriptions
(refill if necessary), eyeglasses, and hearing aidswith extra
batteries. Sheltersdo not alow pets, acoholic beveragesor
weapons. Ensure proper arrangementsare madefor pets.
When |eaving your home remember to lock windowsand
doors, and turn off water, gasand el ectricity.

* If you decideto stay at home, storewater in sterilized
containers. Fill bathtub and larger containersfor cleaning
and bathing. Unplug applianceswith the exception of the
refrigerator; set it on maximum cold and only open when
necessary. Seek shelter inaninterior room away fromdoors
and windows on thelowest floor level. Do not go outside
during the brief calm whenthe eye of the storm passesover.

* After the hurricane, beware of outdoor hazards such as
downed power lines, weakened roadsand bridge structures,
debrisin streets, snakes, insectsand displaced wildlife. Ra
tion your emergency food and water supply to ensureyou
haveenoughtolast for an extended period of time. Toguard
against possibleillness, you should use up your emergency
provisions each season. Do not drink or preparefood di-
rectly withtapwater until hedth officidsindicateitissafeto
do so.

Not preparing ahead of time and waiting until just before
thestorm arrivesto react can cause panic, contributeto prop-
erty damageand possibleinjury or lossof life.
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Despite the heat, FISC/DDNV employees enjoy food, fur
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1, and entertainment at annual Multi-Cultural Picnic

The temperature was hot and so was
the action at the 2002 FISC/DDNV
Multicultural Picnic. This year's an-
nual gathering at NAB Little Creek's
Seal Park featured the usual assort-
ment of great food and a variety of
entertainers representing many cul-
tures. But there was also a
competetive edge in the air as four
teams competed in aspecial version
of the popular game show, The
Weakest Link. When the dust
cleared, the last team standing was
the team representing DDNV. Con-
gratulations to them, as well as to
everyone who helped make this
year's picnic asuccess.
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NAS Oceana and Dam Neck volunteers “take out” the trash

By LT Justin Debord, SC, USN

What away to spend aweekend -
sand in your toes, sun on your face,
and hel ping to save the environment.
That is exactly how 373 volunteers
from NAS Oceanaand the Dam Neck
Annex spent arecent Saturday morn-
ing. Three-member teamsscoured the
beach with yellow plastic bags and
datarecording sheetsin hand asthey
participated in the 14th annual Clean
theBay Day.

The Chesapeake Bay Foundation
hasorganized theevent eechyear Snce
1989 to protect wildlife and prevent
water pollution. Thisyear, volunteers
around the area collected 175,455
pounds of debris from 205 miles of
shorelinesand riverbanks,

PRC Donna Smith was the coordinator for more than
four milesof shorelinethat make up the small community of
Sandbridge. “We had atremendousturn out today, collect-
ing over fifty bagsof trash, and recording thedirty dozen”,
Smith said. The“dirty dozen” arethe notorious polluters
that arefound each year and includethelikesof: Filthy FIL-
TER Fred (cigarettebutt), Grudy Stanley (Styrofoam), Pos-

Toledo farewell from page 1

Spruance-class guided missile de-
stroyer USSChandler (DDG 996).
Upon completion of histour asthe
storage and requirementsdirector of
Nava Supply Depot, Subic Bay, Phil-
ippinesin June 1989, hereturned to
San Diego. He served on the staff of
Commander Naval Surface Force,
United States Pacific Fleet
(COMNAV SURFPAC). Hisfirst as-
signment was as officer-in-charge,
Navy Stock Fund Management As-
sistance Team. He then becamethe
training and readiness officer for
COMNAVSURFPAC SNAP | and
[l ships.

In March 1993, he reported to
Fleet and Industrial Supply Center

Lt. Justin Debord, RSO Oceana, collects trash
in Sandbridge during Clean the Bay Day

(FISC), Norfolk as material require-
mentsdirector and was subsequently
assigned asthe director of Customer
Operations Department in May 1994.
From June 1995 to July 1998, he
served as officer-in-charge of FISC
Norfolk’sChegtham Annex. Heleftthe
Norfolk areain 1998 to become deputy
commeander for support services(quaity
of life) at Nava Supply SystemsCom-
mand. He served in that job until June
2001. In July 2001, he returned to
FISC, Norfolk to be the director of
customer operations.

Captain Toledo received aBachelor
of Science Degree (Magna Cum
Laude) inBusinessAdminigtrationfrom
Nationa University, San Diego, Calif.
andholdsaMagter Certificatein Project
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sum Pete (Plagtic), PopaJack (Paper),
FOOD BAG Francis, Crazy Calvin
CAN, Bad BOTTLE Bob, Snappy
SHARP GLASS, Slim Tim LID,
Clancy STYRO CUP, Quick Draw
Drinking STRAW, and Loud Louie
LUMBER. Thisyear, Filthy FILTER
Fred the cigarette butt, led theway as
the most common item with over
11,000 collected by Oceana/Dam
Neck volunteers. “Whilethecigarette
buttsarethe most common, plasticis
themost dangerousto animals. Entan-
gling and ingestion of plasticskills
countless numbers of wildlife each
year,” Smithsaid.

Among the 4,483 poundsof trash
collected by NAS Oceanaand Dam
Neck volunteersareaways someun-
usual items. Shoes and socks, a car

hatchback, acredit card, and wheelsarejust afew picked
up by cleaners. “It wasagreat day and | had the opportu-
nity to bring my kidsout, spend time with them, and teach
them about being responsiblewith the environment,” said
ATC(AW) TerriePickard, NAMTRAU coordinator for the
Camp Pendleton area. “ Thiswasmy third year asavolun-
teer. It wasafamily day and agreat time,” Pickard said.

Management from The George Wash-
ington University. Additiondly, heisa
graduate of theDuke University Bus-
ness Executive Program.

Captain Toledo’s personal deco-
rationsinclude the Legion of Merit
with Gold Star, Meritorious Service
Medal, Navy Commendation M edal
withthree Gold Stars, Navy Achieve-
ment Meda with one Gold Star, Good
Conduct Medal with two Bronze
Stars, Vietnam Service Medal with
three Bronze Stars and various ser-
viceand campaign medals.

Heismarried totheformer Hazel
McCluskey of Belfast, Northern Ire-
land. They have onedaughter, Jenni-
fer.



Focus continued from page 2

cannot afford to structure servicessm-
ply to satisfy our internal operating de-
sres. A FISC materia processing cen-
ter (MPC) should not providethesame
“vanilla’ level of serviceto asubma-
rine, surface combatant, and aircraft
carrier. They arethreenotably different
kindsof shipswith supply departments
of diverse capability. Wemust walk in
their shoes and appreciate how MPC
support best suits each customer sub-
Set.

Second, we need to manage the
expectationsof our customers. Thisis
all about credibility, an essential com-
modity that acustomer service organi-
zdionlikeFISC Norfolk cannever have
too much of. Any entity that over prom-
isesand under deliverswill disappear
sooner or later. Operating inthisman-
ner, wewill losetherepeat busnesswe
need to stay in business. When custom-
erstell uswhat they need, wemust be
truthful in responding withwhat wecan
provide to them. Perhaps we cannot
satisfy their contract award processing
requirement of eight days. However, if
wecommit to atwelve-day timeframe
and conggtently meet it, therdationship
will likely beonehighlighted by trust and
openness.

Third, we should focusonthecriti-
cal missionsthat we can performina
qudity, professond way. Thisisclearly
related to the second consideration
about not over promising and under
ddivering. For sometime, wehavebeen
operating in afairly austereresource
environment. There is usually more
competing need than money, people, or
skillsto cover the need. If wededicate
ourselvesto asking the customerswhat
they redlly want and provideit to them
to the best of our resources ahilities,
customer satisfactionwill likely prevail.
Wemust avoid thecycleof “initiative

of theweek,” one where we continu-
aly tinker with aproduct or service,
rai se expectations, and then missthem
because we cannot afford to sustain a
process. We haveto regularly ask our-
selveswhat are our core competencies
and desgnand resourcethemtofit cus-
tomer desires.

Fourth, we need to communi cate,
communicate, and communicatewith
our customers. How often do we ex-
changeinformationwherethereisgenu-
inesending and receiving?Itishuman
naturetofilter or interpret what wethink
the customers said about a particul ar
need. Itisvitaly important that wefol-
low through with communications. By
that | mean, wehaveto periodically go
back to customers and confirm that
what wethought weheardthem say is,
infact, what they said. If wearegoing
to properly manage customer expecta
tions, we need to validate that we are
onthesamewave ength.

Fifth, wemus strategically apply the
persond touchinrefining our customer
focus. Inaprevious Supply Chest col-
umn, | encouraged all of usto selec-
tively set asdethe“hightechworld” of
E-mail and fax machinesto communi-
catewith each other. A telephone con-
versation, or even better yet, aface-
to-facemeetingwith cusomersisavery
powerful and meaningful way of getting
to understand needs, wants, and con-
cerns. Electronic surveys do not im-
press me. They do not provide that
two-way exchange of aconversation
that dlowsyoutoexploreissuesingreat
detail. Clearly, we need to pulse our
customersfor their requirements, sat-
isfy them to the best of our ability, and
follow through to ensurewe havethe
right focus.

CAPT Bill Kowba
Commanding Officer
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CMDP Participants
to Visit FISC Norfolk

OnMonday, June24, participants
intheCorporateManagement Devel-
opment Program (CMDP) will arrive
to beginther orientation of thefunc-
tiond activitiesof Fleet & Industrial
Supply Center (FISC) Norfolk and
upply/logidicspartnersintheHamp-
ton Roads area. They will leave on
Thursday, June27 withabroader view
of themissonof theH SCNorfolk and
itssupply/logidticspartners.

Aspart of Nava Supply Systems
Command's(NAV SUP's) career de-
velopment programtheseemployess,
who havedemongtrated high potentia
for advancement to management po-
gtions, have been selected for the
NAVSUPCMDRP Theobjectiveisto
deve opasufficient number of broadly
based individua swho thoroughly un-
derstand and will support effective
NAV SUPmisson performance.

Participantsinthisclassrepresent
F SC Pearl Harbor, Hawaii; FISC
Puget Sound, Wash.; FISC San Di-
ego, Cdlif.; FISC Yokosuka, Japan;
Fitting Out & Supply Support Asss
tance Center (FOSSAC); Navy In-
formation Systems Activity
(NAVSISA); Navd AmmunitionLo-
gisicsCenter (NALC); Navd Inven-
tory Control Point, Mechanicsburg,
Penn. (NAVICP-M); and Naval Sup-
ply SystemsCommand.

Have fun in the Sun,
but knouw pour SPF

Summer Siaris Juee 21



K Bravo ZuluM

PC3(SW/AW) Terry Alexander, Regional Navy Mail Center Nor-
folk, is congratulated by FISC Norfolk Commanding Officer Capt.
Bill Kowba. Alexander is the FISC Norfolk Junor Sailor of the
Quarter. SK1(SW) Aninze Awanna, Logistics Support Center, is congratu-
lated by FISC Commanding Officer Capt. Bill Kowba after he pre-
sented her with a Navy and Marine Corps Achievement Medal.

PCCS(SW) Jeffrey Gibbs, Regional Navy Mail Center Norfolk, is
congratulated by FISC Norfolk Commanding Officer Capt. Bill
Kowba after he was presented with his third Navy and Marine  SK2(SW) Deeann Butler, SMSD, is congratulated by FISC Norfolk
Corps Commendation Medal. Gibbs received the award for his  Commanding Officer Capt. Bill Kowba. Butler is the FISC Norfolk
efforts in establishing the Atlantic Fleet Postal Finance Office, Sailor of the Quarter.

and for his role in improving fleet postal programs through

assesments and training visits.

Visitors from the East

FISC Norfolk recently hosted eight visitors from FISC Yokosuka.
They are visiting stateside NAVSUP activities to see how busi-
ness practices here compare to those in Japan. Pictured, left to
right, are Hiromitsu Ichikawa, freight traffic manager,
Hachinohe Fuel Terminal; Lt.j.g. Shannon Walker, director, e-
business initiatives, FISC Yokosuka; Myrna Todd, supply sys-
tem analyst, FISC Yokosuka; Kazuhito Ujiie, fuel distribution
worker, FISC Yokosuka Det. Sasebo; Yuki lwasaki, secretary,
Customer Support Department, FISC Yokosuka; Lt.j.g. Atsushi
Ando, Japanese Maritime Self Defense Force (JMSDF), FISC/
DDYJ Supply Intern; Miles Kaneshiro, activity-based costing,
FISC Yokosuka; and Yoshihisa Mimaki, supervisory contract
specialist, FISC Yokosuka.
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